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Nowadays telecom equipment manufacturing industry in China is fiercely competitive. 
The product homogeneity becomes serious, profits gradually dilutes, the market tends to be 
saturated, the product stocks increases year by year and the service costs remain high.  
In recent years, the state is calling for the construction of economizing economy. In order 
to extend the lifetime of products and maximize the usuage of existing resources, telecom 
operators have reduced the purchase plan of equipments and turn to the recycling of expired 
equipments and operation and maintenance services in products life cycle,etc. 
A number of companies specialized in maintenance of telecom equipments have thus 
turned up, however, being lack of expertise and the the majority of which have just switched 
from the family appliances maintenance operators or the branches to the telecom operators, 
they are seen small in scale and low-level in brand and could hardly meet the service 
requirements of the professional telecom operators. Therefore a number of telecom operators 
tend to work with the telecom equipment manufacturers which are powerful in strength and 
package services to purchase a range of service products so as to enhance operational 
efficiency and reduce operating costs. 
Star-net is such a company specialized in telecom equipment maintenance and provider of 
enterprise network，communication， terminal equipments，video applications and system 
solutions. 
This article analyzes the macro background of the development of China's telecom industry. 
Aiming at the business opportunities in the service market, it advises a transition to service 
provider for Star-net and raises feasible strategies and plans.  
By the theory of value chain analysis, service marketing and SWOT analysis, the article 
elaborates on some specific samples. The result suggests that telecom equipment 
manufacturers need to take full advantage of enterprise service resources and attach 
importance to the service development. Through transition of services, the company could 
effectively manage the service costs and gradually transfer from cost-oriented to 
profit-oriented so that it could create new profit sources. At the same time the company could 
also stabilize customers, provide value-added services, improve customer satisfaction and 
strive for competitive advantages by means of increasing customer transition costs. 
















目     录 
 
摘  要…………………………………………………………………………Ⅰ 
Abstract………………………………………………………………………Ⅱ 
第一章 绪论 …………………………………………………………………1 
1.1 我国电信行业宏观形势…………………………………………………………… 1 
1.2 论文的研究思路与结构安排 ………………………………………………………3 
第二章 服务转型研究的相关理论 …………………………………………5 
2.1 价值链理论………………………………………………………………………… 5 
2.2 SWOT 分析方法…………………………………………………………………… 7 
2.3 服务营销理论……………………………………………………………………… 9 
第三章 星网锐捷公司服务转型必要性分析 ………………………………14 
3.1 星网锐捷公司概况………………………………………………………………… 14 
3.2 经营背景…………………………………………………………………………… 16 
3.3 转型前服务现状…………………………………………………………………… 17 
3.4 星网锐捷公司服务转型的 SWOT 分析……………………………………………23 
第四章 星网锐捷公司的服务转型措施 ……………………………………30 
4.1 转型的基本原则和策略…………………………………………………………… 30 
4.2 组织机构调整……………………………………………………………………… 33 
4.3 服务产品开发……………………………………………………………………… 36 
4.4服务销售流程体系建立…………………………………………………………… 41 
第五章 结束语 ………………………………………………………………43 
5.1 星网锐捷公司服务转型的成果…………………………………………………… 43 
5.2 星网锐捷公司服务转型成功的经验……………………………………………… 44 


















Abstract in Chinese…………………………………………………………Ⅰ 
Abstract in English…………………………………………………………Ⅱ 
Chapter 1 Introduction ……………………………………………………1 
1 . 1  T h e  M a c r o e c o n o m i c  S i t u a t i o n  o f  T h e  Te l e c o m m u n i c a t i o n s  
Industry……………………………………………………………………………1 
1.2 The Thought of Essay and Its Structure Arrangement……………………3 
C h a p t e r  2  R e l e v a n t  T h e o r i e s  o f  S e r v i c e  Tr a n s i t i o n  
Research………………………………………………………………5 
2.1 Value Chain………………………………………………………………………5 
2.2 SWOT Analysis……………………………………………………………………7 
2.3 Service Marketing Theory……………………………………………………9 
Chapter 3 The Analysis of Star-net Service Transition Necessity………14 
3.1 The Profile of Star-net…………………………………………………………14 
3.2 The Business Background………………………………………………………16 
3.3 The Service Situation of the Pre-transition……………………………17 
3.4 The SWOT Analysis of Star-net Service Transition…………………23 
Chapter 4 The Measures of Star-net Service Transition……………30 
4.1 The Basic Principles and Strategies of The Transition…………………30 
4.2 The Regulation of The Service Organization………………………………33 
4.3 The Development of The Service Products………………………………46 
4.4 The Establishment of Service Sales Process………………………………41 
Chapter  5  Conclusion……………………………………………………43 
5.1 The Results of Star-net Service Transition………………………………… 43 
5.2 The Successful Experience of Star-net Service Transition……………44 















第一章 绪 论 
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表 1.1 电信行业相关服务市场规模 
单位（亿元） 2009 年 2010 年 2011 年 2012 年 
设计 397 349 316 297 
施工 76 64 55 53 
监理 28 26 25 23 
代维外包 500 550 620 680 
网络优化 90 100 110 120 
传输设备 185.7 213.4 239.4 264 
光纤光缆 111.7 119.8 127 135 
数据通信 103.4 119.4 133.9 146 
FTTX 26.6 42.4 46.5 52 
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图 1.1 运营商资本支出 
 
 


















































































































































       








































链和客户价值链共同构成的价值链系统［3］，如下图 2.2 所示 
 






























2.2.1 SWOT 分析方法概述 









表 2.1 SWOT 矩阵的主要内容 
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